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1. PURPOSE

This instruction establishes the procedures and
responsibilities perfornmed by the Customer and Enpl oyee

Rel ati ons Directorate (CaER) that relate to the mai ntenance
and operation of the CaER support contract, which primarily
provi des products and services to NASA Headquarters and the
Marshal | Space Flight Center custonmers. This instruction
extends information fromthe Marshall Managenment System (MVS)
as defined by the Marshall Managenment Manual (MWM .

The purpose of this instruction is to docunent the process by
whi ch the support contract is managed and conducts busi ness.

2. APPLI CABI LI TY

The procedure applies to the followi ng in-scope activities
under the cogni zance of contract support:

a. Custoner support
b. Customer funding and technical task agreenents

c. Day-to-day operations

3. APPL| CABLE DOCUMENTS
Use current revisions unless there is overriding authority.

a. NAS8-99006, “Custoner and Enpl oyee Rel ati ons Support
Contract”

b. MPD 1280.1, “Marshall Managenment Manual”

c. MPG 1280.4, “MSFC Corrective Action System

d. MPGEB730.3A, “Control of Nonconform ng Product”
4, REFERENCES

None
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5. DEFI NI TI ONS

5.1 CaER  Custoner and Enpl oyee Rel ati ons Directorate/ CDO1
5.2 COTR Contracting Officer’s Technical Representative
5.3 OCWC. Consolidated Wrk Comm tnent

5.4 Delivery Order (DO). A Procurenent O fice docunent that
formally initiates requirenents of the contractor that wll

requi re fundi ng above and beyond what has been negotiated in
the defined portion of the support contract.

5.5 NA. Not Applicable

5.6 OWN. Organizational Wrk Instruction- Level 4 docunent
in the MSFC MVS.

5.7 OPR. Ofice of Primary Responsibility

5.8 (ORs. Quality Record. These are docunents maintained to
denonstrate conformance to specified requirenments and the
effective operation of the MW

5.9 @S. Quality System The process of tracking quality
records and followup actions. The COTR and technical nonitors
normal |y submit their QRs via the evaluation portions of task
orders or as part of the DO and fee eval uati ons.

5.10. Request for Proposal (RFP). A request fromthe COIR to
Procurenment to initiate the process to create a Delivery
Or der.

5.11. Task Order (TO). This CaER docunent initiates
requi renments of the contractor that will require nanagenent
oversi ght and contract |abor but no additional funding.

5.12. Technical Monitor. Person that the custoner assigns to
submt, prioritize, estimate costs, and eval uate that
custoner’s technical requirenents.

6. | NSTRUCTI ONS
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Par agraphs 6.1 - 6.20 bel ow address this ON’'s response to
each of the 20 1 SO elenments. All contract managenment
activities covered by this ON follow the process shown in
Figures 1 through 5. [Inportant applicable docunents that
further control this process are included in appendices.

6.1 Managenent Responsibility. The COTR will ensure adequacy
of this ON, assure overall inplenmentation, and will, as a

m ni nrum conduct annual managenment reviews to ensure the
continuing suitability and effectiveness of the ON to satisfy
applicabl e el enents. The m nutes of these reviews will be
mai nt ai ned as QRs and distributed to the appropriate people.

6.2 Quality System The contract scope of work specifies
specific quality and effectiveness netrics. (See NAS8-99006.)

6.3 Contract (Custoner Agreenent) Review. The COTR will be
responsi ble for drafting technical task agreenents (Sanple at
Appendi x E) with each of the primary clients served by the
contract. These agreenents will outline a nmutual understanding
of the | abor, scope, and services provided by the contractor.
It will be signed by the CD70 director and appropriate program
and project managers in the client Directorates. The COTR wi ||
al so ensure that Marshall directorate CWCs reflect the
wor kf orce and fundi ng agreed upon between CaER and its

cust oners.

6. 4 Desi gn Revi ew. N/ A

6.5 Docunent and Data Control. Required docunents and reports
are specified in the contract.

6.6 Purchasing. The Procurement Ofice will initiate delivery
orders authorizing the support contractor to spend noney on a
rei mbursabl e basis to acconplish the requirenents outlined in
the associated RFP. The procedures for initiating an RFP and
tracking the requirenents and costs of DOs are outlined in
Appendi x C.

6.7 Control of Custoner-Supplied Product. N A.

6.8 Product ldentification and Traceability. N A

6.9 Process Control. N A
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6. 10 I nspection and Testing. N A

6. 11 I nspection, Measuring, and Test Equi pnent. N A

6.12 I nspection and Test Status. N A.

6. 13 Control of Nonconform ng Product. The contract specifies
procedures for evaluating the quality and tinmeliness of
products and services, including fee penalties for substandard
service or late delivery. Details are outlined in contract
NAS8- 99006.

6.14 Corrective and Preventive Action. Corrective Action:
The COTR and Technical Monitors are responsible for

mai nt ai ning a di al og between custoners and/or potenti al
custoners, and the contractor during the defining, funding,
pl anni ng, execution and feedback stages of each requirenent.
During such dialog, the COTR shall have responsibility for
det erm ni ng whet her the custonmer is providing:

a. Quality System (QS) coments (e.g., conplaint,
observation, or conplinment) regardi ng MSFC-delivered products
and services (Corrective Action, paragraph 3.4), or

b. Non-QS coments (e.g., a comrent other than a QS Comment,
for instance: negotiating tactic, docunment revision
reconmendati on, typographic correction, “red-line,” etc.) are
normal |y provided by phone, during editing, through e-mail or
di scussed in weekly status neetings.

Preventive Action: To assure that the contractor takes an
active approach to preventive actions and to inplenent
appropriate inprovenents to the contract’s products,
timeliness, processes or efficiency, the COTR or backup COTR
and Technical Mnitors will meet with the support contractor
to review all open custonmer tasks and actions once a week. The
contract specifically tasks the contractor to | ook for ways to
i nprove the quality, safety, and efficiency of the contract.

6. 15 Handling, Storage, Packagi ng, Preservation, and Delivery.
The contract specifies contractor requirenents for handling,
storing, and packagi ng the nodels and exhibits inventory.
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6.16 Control of Quality Records. A file of QS Coments wil |
be retained by the COTR for two years or until term nation or
conpl eti on of the support contract.

6.16.1 Quality Records

6. 16.

H

.1 Weekly Status Reports. Responsible party:
Contractor’s budget/ purchasing specialist. Location:
Bl dg 4200, Rm 518. Retention schedule: until
contract option conpletion.

6.16.1.2 Contract records, such as safety inspections;
chem cal, facilities and property actions.
Responsi bl e party: Contract namnager, ASRI. Locati on:
Bl dg 4200, Rm 119. Retention schedule: until contract
conpl etion

6.16.1.3 Task Orders w changes. Responsible party: Contract
manager, ASRI. Location: Bl dg 4200, Room 119.
Retenti on schedule: until contract conpletion

6.16.1.4 Thank-you letters and letters of conplaint.
Responsi bl e party: COTR. Location: Bldg 4200, Rm 104.
Retenti on schedule: until contract conpletion

6.16.1.5 Concurrence sheets. Responsible party: Contract
manager. Location: Bldg 4200, Rm 119. Retention
schedule: 1 year from project conpletion

6.16.1.6 Exhibit After Action Reports. Responsible party:
Marshal | Exhi bits Coordinator. Location: Bldg 4200,
Rm 104. Retention schedule: three years from
conpl eti on of event

6.16.1.7 Quarterly By-custonmer Reports. Responsible party:
COTR. Location: Bldg 4200, Rm 104. Retention
schedul e: until contract conpletion.

6.16.1.8 Form 533s. Responsible party: Contractor’s
budget / purchasi ng specialist. Location: Bldg 4200, Rm
518. Retention schedule: until contract conpletion.

6.17 Internal Quality Audits. N A
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6.18 Training. NASA and its support contractor are expected
to provide qualified people to adm nister the tasks of the
contract. To keep everyone proficient, training is mandated as
required.

6.18.1 A COIR, back-up COTR, or budget anal yst assigned to
work related to the CaER Support Contract shall be considered
qualified to fill his/her initial position when the individual
is hired and successfully conpletes the three-nonth

probati onary period. Further, an enployee’ s qualifications to
fulfill increased responsibilities in support of the contract
shall be determ ned by the individual’ s supervisor based upon
the enpl oyee’ s experience and acceptabl e perfornmance and the
supervisor’s judgnment of the enployee s capabilities.

6.18.2 The contractor is expected to provide qualified and
trai ned people to support the work in the contract’s scope as
agreed upon by the COTR and contract manager. As fundi ng
permts, the Governnment may pay to train contract enployees.

| f MSFC-specific training is required, the training can be
defi ned and funded on a Task or Delivery order as appropriate.

6.18.3 Upon conpletion of required training, a record of

successful conpletion shall be maintained in the enpl oyee’'s
Per sonnel Fol der.

6.19 Servicing. NA
6.20 Statistical Techniques. NA

7. NOTES

None

8. SAFETY PRECAUTI ONS AND WARNI NG NOTES

The contract requires the contractor to establish and maintain
a safety plan. This plan is filed with other contract

informati on. See 6.16.1.

9. RECORDS

See 6.16
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10 PERSONNEL TRAI NI NG AND CERTI FI CATI ON

See 6. 18.

11. FLOW DI AGRAM

None

12. CANCELLATI ON

None

CHECK THE MASTER LI ST-VERIFY THAT THI S | S THE CORRECT VERSI ON BEFORE USE




1608/ 31/ 20000r g08/ 31/ 2000ani zat i onal | ssuance

CD01
M ssion Services Contract CD0O1- OW - 002 Revi sion: Revision A
Managenent
Date: 7-31-00 Page 10 of 15
APPENDI X A

How/ When to Submit a Task Order

Al'l actions/requirenments of the Custoner and Enpl oyee
Rel ati ons Directorate support contract are submtted and
tracked in one of three ways.

2 As a set of tasks agreed upon by all parties as part of an
enpl oyee's routine (day-to-day) worKk.

3 On a Task Order submtted through the COTR and Procurenent
O fice (tasks that do not require additional funds) or

4 On a Task Order submtted directly to Contract Manager with
cc to COTR(tasks that involve additional funds).

To better track shared | abor, coordinate m | estones and
deadl i nes, and review work for appropriateness, it is contract
policy that all task orders be signed by the appropriate
manager prior to work starting on the task. Task Orders can
be drafted by anyone in the organization, however, the only
peopl e authorized to approve them are Departnent or O fice-

| evel managenent or their designee, COTR and backup COTR

Submtting a Task Order:

1) Go to one of the people above and get it approved BEFORE YQOU
START WORK. Typically, approval authority has been
designated at the teamlead level.. |If the person who
normally would sign it is out, go to the next higher person.
If in doubt, check with the COTR or contract manager.

2) Once approved, the task order should be sent to the contract
manager electronically, with a copy to the backup COTR. In
the e-mail, specify who approved the task. |If it's not
nmenti oned, the task order may be sent back. Submitters are
advised to keep a hard copy for future reference.

3) If the task requires additional funding, it MJST be routed

by the COTR t hrough Procurenment for approval. Techni cal
monitors are responsible for initial estimtes, tracking
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budgets and costs, and working with the Directorates to
transfer adequate funding to cover the task.

4) Both the contract manager and COTR will review the task
order for appropriateness and scope. The contract manager
will ensure it is |ogged, assigned a tracking nunber and
sent to the appropriate actionee to begin the work.

5) The custoner and/or the technical nmonitor will fill out the

eval uati on section of the task order and submt any comrents
directly to the COTR or backup COTR
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APPENDIX B

TASK ORDER FORM
(FOR DEFINITE REQUIREMENTS)

TASK TITLE:

REQUEST DATE:

REQUIRED DATE:

REQUESTED BY:

PHONE NUMBER:

OFFICE SYMBOL:

TECHNICAL ADVISOR:

PHONE NUMBER:

OFFICE SYMBOL:

TASK DESCRIPTION:

SPECIAL NOTES OR COMMENTS:

APPROVAL LEVEL

PRINTED NAME / SIGNATURE

DATE
APPROVED

PHONE
NUMBER

OFFICE
SYMBOL

OPR TECHNICAL MONITOR

CAER COTR

EVALUATION -- upon conclusion of this project, please complete the following evaluation with
comments and sign below to acknowledge the completion of the assignment and to provide an
evaluation of the work performed.

EVALUATION CATEGORIES: RATINGS.: RATING LEGEND:
Timeliness (work accomplished per timeframe established ) 5 - Qutstanding
Quality of Work (work accomplished in a skillful, workmanlike manner) 4 - Excellent
Planning (work accomplished in the least disruptive manner) 3 - Good
Coordination & Submittals (documentation is comprehensive and timely) 2 - Satisfactory
Management & Reporting (communication is timely and appropriate) 1 - Poor
COMMENTS:

EVALUATOR'S/REQUESTOR'S SIGNATURE: DATE SIGNED
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APPENDI X C

How/when to Initiate a Request for Proposal (RFP)
for a Delivery Order

All actiong/requirements of the Customer and Employee Rl ations Directorate support contract are
submitted and tracked in one of three ways.

1. Asaset of tasks agreed upon by all parties as part of an employee's routine (day-to-day) work.

2. OnaTask Order directly to the Contract Manager for tasks that do not require additional funds or
3. OnaTask Order through the COTR for tasks that involve additiona funding.

New modd and exhibit work or outsourced design efforts require a Request for Proposa (RFP) from
Procurement to the contractor before work can begin. Technica Monitors, through the COTR and
Procurement, must provide the contractor with project specifications sufficient to create a cost and
labor estimate. Once a contractor’ s estimates have been reviewed and approved by the COTR,
Procurement will issue a Ddlivery Order for that product or service.

To better track shared labor, coordinate milestones and deadlines, and review work for
appropriateness, it is contract policy that al task orders be signed prior to work starting on the task.

The contractor maintains alist of Task and Ddlivery Orders. Thisligt is reviewed weekly by the COTR
and back-up COTR to determine priorities, review due dates and milestones, assess impact to other
work requirements, and discuss any associated issues.

Cregting a Ddlivery Order:

1) Technical Monitors should talk to the COTR or contract manager in advance to make sure a
Delivery Order (DO) is appropriate. Délivery Orders under $1,000 usualy are discouraged. There
may be other avenues for submitting these requirements.

2) E-mail to the COTR or backup COTR details of the need, the expected number of products, costs,
deadlines, charge codes if known, contacts, and other information needed by the Procurement
Office to create the Delivery Order.

3) The COTR or backup COTR will ask Procurement to initiate a Request for Proposal (RFP).. A
verson of the COTR's memo to Procurement without cost estimates will be provided to the
contractor as a heads-up.

4) The technica monitor and CaER contract budget assstant will work with the requester to transfer to
Procurement the gppropriate funds to cover the cost of purchases and/or |abor.

5) Inthe RFP, Procurement will ask the contractor for aforma cost estimate based on the submitted
requirements and due date. Once received, Procurement will forward the Contractor’ s cost
estimate to the COTR or backup COTR for review and concurrence. After receiving the COTR’s
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concurrence or changes, Procurement will provide the contractor a Delivery Order. This congtitutes
forma permisson to commit funds on behdf of the government.

6) After work specified on the DO has been accomplished, the customer normaly will be asked to
review the charges and costs. Questions or comments provided to the COTR will be used to
evauate the quality and timeliness or provided products and services and may ultimately impact the
contractor’s performance fee.

APPENDIX D

MEMO TO PROCUREMENT
FOR UNDEFINED REQUIREMENT

| Date required:

| Requester:

| Office Symbol:

| Phone #:

|--- - - -+--- - S -
| Technical Advisor:

| Phone number:

|-------- - -t - --

| Funding source (UPN/DCN):
| Purchase Request (PR) number:

| Type of Requirement (select most appropriate):
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| _ Exhibit

| _ Memento

| _ Graphic/Photo(s)

| _ Temporary labor

| _ Equipment

| _ Writing

| _ Procurements/purchases
| _ Non-exhibit overtime
|

|
|---

|
|-

|

|

Model (Scale: )
Other:
- - - SRS SRR
Funding Code/PR #:
- - - - S SO

Special Services: (Specify and describe):

| OBJECTIVE(S):
| DESCRIPTION:

Eage 1

I
| Cost work sheet:

I

| Event costs:

| Booth space:

| Drayage:

| Transportation:

| Contractor perdiem:
| Subcontract labor:
| Misc. expenses:
| Travel:

| Electrical:

| Exhibit overtime:

| G&A/overhead

| Other costs

| TOTAL:
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Exhibit/model/memento hardware:

Materials:
Photos/ graphics:
Tools/Equipment:
Electronics:
Crates:

Models:

Travel/transportation:

Overtime:
Overtime:
G&A:

TOTAL:

TOTAL:

I
I
I
I
I
I
I
I
I
| Subcontracts:
I
I
I
I
I
I
I
I
I

Comments/justification (include proposed use):

Page 2
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